
M6 hinh cac y^u td anh huong den quyet dinh lua chon cac 

iiinh thuc thanh toan tien dien qua ngan hang d6i vm khach 

hang ca n h ^ cua C6ng ty Dien luc Tan Binh, Tp. H 6 Chi Minh 

Le Thanh Nhvt 

Mye Uiu cfla nghidn cflu la d l xuit md hinh eie ylu tO ehfl ylu inh hudng din quyll dinh sfl dyng dich vu 
thanh loan Uln di|n qua ngin hang dd'i vdi khich hing e i nhin efla edng ty di |n lye Tin Binh. Tren co sd phit 
triln khung ly thuyit c ic cdng trinh nghidn cflu trude ed Udn quan kdt hpp vol thuc tiln tgi Cdng ty, tic gii de 
xuit md hinh gdm 6 ylu td dd li: Tidn Ipi, Hidu qui mong dpi, Nhin thfle tinh d l su dyng. An toin/ Bio mat, 
Anh hudng cfla x i hdi, Cic diiu kien thuan lpi. 

1. Cff Sff iy ttiuyet ve quyet Oinii sir dung dicii vu 
cua idiacii iiang 

1.1 Khai nidm v l hinh vi tieu dung 
Theo Philip Kotier (2004), trong marketing, nhi Ulp 

Uii nghidn eflu vdi mue dieh Ii nhin bidt nhu eiu, sd 
thieh, thdi quen efla ngudi Udu dung. Cu thi la xem 
ngudi Udu dflng muon mua gi, tgi sao hp lgi mua sin 
pham hay dieh vy dd, tgi sao Iai mua nhin hieu dd, hp 
mua nhu thi nao, mua d dau, khi nao mua vi mfle dd 
mua ra sao d l xiy dyng chiln lupc marketing thflc diy 
ngudi Udu dung mua sim sin phim, dich vu cua minh. 

Theo Hawkins va cpng sy (2001) hinh vi efla ngudi 
tidu dflng Ii vide nghidn cuu cic c i nhan, hay nhdm 
hay td chue vi qui trinh hp lya chpn, giu gin, su dung 
va thii dd bd sin phim, dich vy, trii nghiem hay f 
tudng d l thda min nhu ciu vi cic tie ddng efla 
nhflng qui trinh niy lln ngudi tidu dung hay xa hdi. 

Theo Churchil vi Peter (1998) hinh vi ngudi Udu 
dflng la nhung hogt ddng cua eon ngudi khi tham gia 
vio vide lya chpn, Um kilm, mua, su dung vi logi bd 
sin pham va djch vy d l thda man nhu ciu va mong 
mudn efla hp. 

Ngiy nay, khi nghidn cuu hinh vi tidu dflng khdng 
ehi dung lgi d c ic khia cgnh ndi tren ma cdn tim hilu 
xem khaeh hing cd nhin bill duoe hit cic gia tri ma 
sin phim dem lgi hay khdng, ngudi Ueu dflng cim 
nhin vl sin phim vi dieh vu dd nhu lhl nio. Vi ehinh 
nhung dllu niy se ed anh hudng ddn quylt dmh mua 
hing lin sau eua khich hing va hp eflng chinh Ii 
ngudi truyin tii thdng tin vl sin phim din nhflng 
ngudi Uiu dflng khic. Chinh vi viy cae doanh nghidp, 
e ic nh i tilp thi cin tim hilu xem nhung ylu td nio d i 
inh hudng din quylt mua sim eua ngudi lieu dflng. 

1.2 Tien trinh ra quylt dinh cua ngudi mua 
Philip Kotler (2004), Uln trinh quylt dinh cfla ngudi 

tieu thy dupe thi hidn qua cie budc sau day: 
IBidi 1, H^n Midi icayit 6\BSI du> iigirM niiin 

' Nhgitbi^ Timki^ Dinh gid 

chQa ita 

Quy^dinh 

tfgiidn Philip Koller 

• Nhan biit nhu ciu 

Philip Koller (2004) [6], day la giai dogn dau tidn 
trong qui trinh ra quylt dinh cfla mua; trong dd, ngudi 
mua nhin ra mdt vin de hay nhu ciu. Nhu ciu cd the 
phit sinh do nhflng kich tic bdn Irong vi ben ngoai. 

Trong giai dogn nay ngudi Iam marketing ein xic 
dinh dupe nhu cau nio phil sinh vi vdi moi logi nhu 
ciu phat sinh dd can cd nhflng sin phim cy thi nio 
dl thoi man. Dd chinh Ii ngudn f tudng quan trpng 
dl hinh thinh nen cic sin phim mdi vdi c ic ehuong 
tnnh marketing phfl hcrp dl thuc diy nhu eau thanh 
dpng CO. 

- Tim kilm Uidng lin 

Philip Kotier (2004), trong giai doan nay ngudi mua 
mud'n tim kiem thdng tin, ngudi mua eo the ehi chfl y 
vun bOi hay tieh eye Um kilm. Khi nguoi mua nhin 
thue ra vin dl hay nhu eiu ein dupe thda man bing 
cich mua mdt sin phim hay dieh vu nio dd, hp se 
bit diu Um kilm cic thdng Un cin thilt d l ra quylt 
dinh mua hing. Nhflng nd lyc Um kilm ban dau 
thudng la ed ging Um Igi nhung thdng tin ghi Igi trong 
tri nho bin thin khi ngudi Uiu dflng nhd lai nhung 
kinh nghidm hay kiln thfle trong qui khu tu nhung lin 
mua hing trudc dd. Vi|c tim kilm thdng tin kieu nay 
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dupe gpi Ii Um thdng tin ben trong. Vdi nhflng lan mua 
thudng xuydn, lip dl lip Igi, cie ttidng tin thu lgi trudc 
dd se Uch lgi Uong Ui nhd, nhflng thdng Un luu Ufl nay 
se giup ngudi mua so sinh cic sin phim luong flng 
vi dua ra sy lya chpn cudi cung. 

Nlu Um kilm thOng tin bdn trong khdng cung cip 
dfl thdng tin, ngudi mua phai Um thdm cie thdng tin 
khic bing eich Um kilm bdn ngoii thdng qua cae 
ngudn sau: NguOn thdng tin c i nhin nhu: gia dinh, 
bgn bl, hing xdm ...; Ngudn thdng tin thuong mgi 
nhu: quing cio, nhin vidn bin hing, nha budn, bao 
bi, tnmg biy; Ngudn ttidng Un edng eOng: eic phucmg 
U|n tmyln thdng dgi ehflng, cie td chflc tidu dflng; 
Ngudn tiling tin kinh nghidm: sfl dung, khio sit, lilu 
dflng sin phim; Danh gii cic thay thi. 

- Quylt djnh mua 

Philip Kotler (2004) , ti-ong giai dogn dinh gii, 
ngudi mua sd sip xdp Uifl hang cfla cic thuong hidu 
vi hinh thinh y dinh mua. Quylt dinh cua ngudi mua 
se chpn thuong hidu nio dupe ua ehuOng nhit, thoa 
min nhu eiu nhit. Tuy nhidn ed hai ylu td chen gifla 
y djnh mua vi quydt dinh mua dd Ii: 

1/ Quan dilm efla ngudi khie: gia dinh, ban bl, 
ddng nghilp... flng hp hoac phan ddi. Tuy thupe vio 
mfle do tie dOng mi ngudi mua quylt dinh mua hoie 
thay quylt dinh. 

2/ Cac ylu td hoan cinh bit ngd. Ngudi mua hinh 
thinh ndn y dinh mua dua Udn cie yiu td nhu; Uiu 
nhip theo dy kiln, gii c i theo dy kiln, cie Ipi ich sin 
phim theo dy kiln. Thd nhung khi ed nhflng biln ed 
bit ngd (ching han: mit vide lim, ddi thfl cgnh tranh 
ngang sflc dang hg gii) se lim thay ddi y dinh mua 
efla ngudi mua. 

Hinh vi sau khi mua 

Philip Kotler (2004), Uong giai dogn niy ngudi mua 
cd hinh ddng thdm nfla sau khi mua dua trin sy hii 
Idng hay bit min eua minh. 

Nlu sin phim dip flng dfl cie ky vong thi ngudi 
tidu dflng se hii ldng, nlu vupt hon c i nhflng mong 
dpi ngudi diu dflng sd eim thiy vui sudng. Tu dd 
doanh nghilp mdi ed thi gia ting thi trudng vi duy tri 
long tmng thinh efla khieh hing. 

Ngupe lai, sin phim dip flng khOng hit eie ky 
vpng thi ngudi mua bi that vpng vi tu dd ngudi mua cd 
nhflng phin ung khdng tdt cho doanh nghilp nhu: tu 
bd thucmg hieu, lan truyen nhung thdng tin bit lpi cho 
doanh nghiep. 

Nhu viy, edng vide cfla ngudi lam marketing khdng 
dflng Iai d vide sin phim da dupe bin mi cin phii 
theo ddi phin flng cua ngudi lilu thy d l tfl dd dua ra 
cac giii phap kjp thdi dl thu hut khieh hing mdi vi 
gifl gin khieh hing hiln cd. 

2. iHo iiinii iy thuye) ve cac yeu to anli hirdng den 
quyet dinii sir dunjo dicli vu ttianh toan tien dien 
qua ngan hang doi viri l(hach hang ca nhan cua 
Cong ty dien iirc Tan Binh 

2.1 Cic md hinh truoc cd Uln quan 
- Md hinh hinh dOng hpp ly (TRA) 

Thuyit hinh dpng hpp ly (Theory of Reasoned 
Action) dupe Ajzen vi Fishbein xiy dyng Ifl eudi ttiEip 
nidn 60 cua thi ky 20 vi dupe hi|u ehinh md rdng 
trong th$p nidn 70. Theo TRA, yl'u td quan ti-png nhit 
quylt dinh hinh vi eua con ngudi l i y dinh Uiye hi$n 
hinh vi dd. V dinh hanh vi (Behavior Intention) li y 
mudn thyc hi|n hanh vi cy thi n io do. V djnh hinh vi 
bi anh hudng bdi 2 ylu td: ttiii dO (Attitude) efla mOt 
con ngudi vl hinh vi v i chuin ehfl quan (Subjective 
Norm) lidn quan din hinh vi. 

- Md hinh hinh vi dy dinh (TPB) 

Thuyit hinh vi dy dinh (TPB) (Ajzen, 1991), dupe 
phit triln UJ ly thuyit hanh dOng hpp ly (TRA; Ajzen & 
Fishbein, 1985), gii dinh ring mdt hanh vi cd thi duoc 
du bio hoie giii thich bdi c ic xu hudng hinh vi dl 
thye hi|n hinh vi dd. Cic xu hudng hinh vi dupe gici 
sfl bao gom cic nhan to dpng co ma inh hudng din 
hinh vi, v i dupe dinh nghia nhu li mue dO nd lye mk 
mpi ngudi cd ging d l thye hidn hanh vi dd (Ajzen, 
1991). 

Hinh 2. MS hiiih Omyit hdnh vl dn dinli 
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NguSn: Ajzen, 1991 

- Md hinh chip nhin edng ngh| (TAM) 
Davis (1989), d i d l xuit Md hinh chip nhin cdng 

nghd (Technology Acceptance Model — TAM). - Cic ly 
thuyit niy da dupe thye t l edng nhgn la cac edng cij 
hflu ich trong vide dy doan ttiii dO cfla ngudi sfl dung 
vi inh hudng efla ehung din mOt tO ehfle. Die bidt Ii 
md hinh TAM dupe md phdng dya vio TRA- dupe 
cdng n h ^ rOng rii l i mpt md hinh tin eiy va cin ban 
trong vile md hinh hda vide chip nhin edng ngh§ 
thdng tin (Information Technology - IT) cfla ngudi sir 
dyng. - Cd 05 (nim) biln ehinh sau: (1) Biln bin 
ngoai (biln ngogi sinh), (2) Nhin thfle sy huu Ieh, (3) 
Nhin thuc linh d l sfl dyng, (4) Thil dO hudng din 
vi|c sfl dyng, (5) Du dinh su dyng. Nhu viy, Thuang 
mgi diln tu cung li mdt sin phim cfla phit triln edng 
nghd thdng tin, do dd, md hinh khio sat c ic ylu td tic 
dpng vio vide ehap Uiuin IT cflng dupe i p dyng thich 
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hpp eho vi^e nghien cuu van dl luong ty trong 
Thuong mgi dien tfl. 

H1^3 M&btadich&pnh^cai^nglifTna 

hOnlch 

t VbiaVt&cii 

\s,^r 
TAM 

Tbii da 
Quyeldwib 

- * • " ' -

MbjnOidckiJm 
toiltilillivi 

TFS 1 

Ngudn Taylor vd Todd, 1995 

3. iVid hinh nghien cihi de xuat 
Trdn eo sd ly Uiuylt vl thanh toin tiln qua ngin 

hing, eac lpi Ieh efla vide thanh toin tiln didn qua 
ngin hing vi eie edng trinh nghidn euu ed liln quan 
din dl tii, tic gia dua ra md hinh nghidn cflu gdm 7 
ylu td: gdm I ylu td ddc lip vi 6 yeu td phu thudc. Tit 
ei eic ylu td diu dupe kd thfla tfl cie edng trinh 
nghien cflu trudc diy bao gdm: (I) Tidn lpi, (2) Nhin 
thuc tinh d l sfl dyng, (3) An toin/ Bio mil, (4), Hidu 
qui mong dpi (5) Anh hudng cua xa hdi, (6) Cae dllu 
kidn thuan Ipi. 

I NhJnlhOc Unh di sildvng 

I Cio (tiiu ki^HmSnl^i 
Ngudn. Davis. 1989 

• Md hinh C-TAM-TPB 

Taylor va Todd (1995) [23], nhan Uiay rang, khi 
nang efla TAM (Md hinh chip nhin cdng nghe) d l dy 
doan quylt dmh hinh vi cfla ngudi su dyng -cdng 
nghi mdi vi vide sfl dyng thue t l da dupe hd trp bdi 
rit nhilu nghidn eflu Uiue nghidm nhung md hinh niy 
khdng ed hai nhin td (nhin td xa hpi va kilm soat 
hinh vi) d i dupe chflng minh boi nhilu nghien eflu d l 
ed kha nang ding kl inh huong din vide sfl dyng 
thyc t l cua ngudi su dyng trong vide sfl dyng edng 
nghe mdi. Taylor vi Todd (1995) [23] d i d l xuit mdt 
md hinh C-TAM-TPB bing eich kit hpp md hinh TPB 
(Md hinh ly Uiuylt hinh vi hoaeh dinh) vi TAM. 

ranh 4: Md litaih C-TAA^TPB 
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